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Meeting Date: 

Alameda-Contra Costa Transit District 

STAFF REPORT 

TO: AC Transit Board of Directors 

FROM: Michael A. Hursh, General Manager 

13-090b 

February 24, 2016 

SUBJECT: Consideration of Contract Option with American Customer Care 

ACTION ITEM 

RECOMMENDED ACTION(S): 

Consider approving a proposal to exercise the first of two one-year options to extend AC 
Transit's contract for call center services with American Customer Care. 

EXECUTIVE SUMMARY: 

The District's current contract with American Customer Care (ACC) expires September 19, 2016. 
Under the contract, the District may exercise two one-year options. Staff recommends that the 
District exercise a one-year option for multiple reasons including cost, reliable service, quality of 
existing service, and to better evaluate future needs in 2017. 

BUDGETARY/FISCAL IMPACT: 

The cost of the option year is $285,000, set by the contract terms. An additional $2,500 per 
month will be incurred through the duration of the Flex Service Pilot Program, as described 
below. 

BACKGROUND/RATIONALE: 

ACC is currently in its sixth year of providing call center services for AC Transit customers. The 
District's original contract with ACC covered the period September 20, 2010 to September 19, 
2013. In 2013, the Board directed staff to engage in a procurement process for call center 
services, which again resulted in a contract award to ACC. That contract expires September 19, 
2016. 

The base contract price is $276,000 annually or $828,000 for three years, with two one-year 
options available at $285,000 for each year. An amendment effective March 1, 2016 adds ACC 
call center support for the Flex Service Pilot Program under the current contract; five months of 
the expected one-year pilot would extend into the contract option year (October 2016 through 
February 2017), for a total of $12,500. 

Staff recommends that the District exercise the first one-year option for the following reasons: 

1 of 3



Report No. 13-090b 
Page 2 of 3 

1. Cost: ACC continues to provide quality service at a reasonable cost. Each of the two 
option years includes a modest 3.3% cost increase over the annual cost for the first three year 
period. With increased cost of living and rising operational costs, a higher-priced contract would 
likely result from a new procurement effort. 

2. Compliance with Contract Requirements: As documented in Quarterly Operations 
Reports and prior Staff Reports, ACC has consistently met or exceeded the Service level 
Agreements for abandoned rate and call response time required by the contract, as well as 
industry standards. 

3. Reliable Service: The current staff of over twenty call agents includes several veteran 
agents and supervisors, with the same Project Manager since program inception. ACC staff are 
very familiar with the District's operations and are well-versed in utilizing multiple travel and 
trip planning tools and applications such as 511, the District's website, and operations bulletins 
to be able to conduct travel and trip planning, answer questions, and register feedback. Call 
agents are experienced in handling detour information and assisting customers with alternate 
planning for special events such as the Oakland Running Festival, major service disruptions, and 
street festivals. They have demonstrated the ability to ramp up quickly for both planned and 
unexpected events affecting transit. ACC contracts with language Services to provide 
interpreters in over 200 languages to meet the District's lEP and Title VI language goals, and 
which provides the opportunity for all customers to provide feedback and obtain travel 
assistance. 

As of March 2016, ACC will also provide telephone support to the Flex Service Pilot Program; 
agents will be trained to take customer phone calls to register for the service, schedule rides 
and answer questions about the program. 

4. Established Quality Controls: District Customer Relations staff and ACC maintain an 
active and collaborative relationship, including the regular monitoring of calls in addition to the 
ongoing review of call statistics and trends. District Customer Relations staff review every one 
of the 900+ monthly feedback items logged by ACC in our Customer Relations application. 
District staff consistently provide feedback to ACC regarding call quality, the need for additional 
training for a particular agent or in a particular area, and if necessary, removal of an agent from 
our contract. 

In January 2016, staff conducted an audit of over 100 live and recorded calls by ACC 
representatives. Calls were reviewed and rated for seventeen agents in categories of 
Professionalism, Accuracy of Information provided to the customer, and Accuracy of Data Entry 
in the District's database. A score of 5.0 represented a call in which the agent elicited and 
recorded all relevant details, supplied accurate information to the customer, and in which the 
agent demonstrated professionalism throughout. Calls missing essential elements were scored 
on a diminishing scale from 4.0 to 1.0. Scores averaged 4.8 out of a possible 5.0 for Travel and 
Trip Planning calls; and 4.5 out of a possible 5.0 for customer Feedback calls. Overall, agents 
demonstrated a working knowledge of the geographical operating area including landmarks, 
major corridors and street/intersection names. ACC's experienced agents consistently 
demonstrate an excellent ability to establish a rapport with the District's customers. 
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5. Decreasing Call Volume Trends and Potential for Reduced Costs: The program has 
experienced a steady decline in call volume, as internet and mobile phone tools become more 
sophisticated and available. Call volume dropped by 20% between calendar years 2014 and 
2015. 46% of customers now report feedback using the website's online form, compared to 
34% two years ago, resulting in less call center activity. It would be fiscally prudent to monitor 
this downward trend for another year to accurately predict call volume and the District's 
telephone support needs for any future procurement process. 

ADVANTAGES/DISADVANTAGES: 

There are no known disadvantages to exercising the one-year option. The advantages are cited 
above. 

ALTERNATIVES ANALYSIS: 

Staff considered the option of conducting a procurement, but does not recommend it for the 
reasons stated in this report. 

PRIOR RELEVANT BOARD ACTIONS/POLICIES: 

Board approval of award to American Customer Care- August 28, 2013 

Executive Staff Approval: 

Reviewed by: 

Prepared by: 

Tom O'Neill, Chief Information Officer 
Denise C. Standridge, General Counsel 
Claudia Allen, Chief Financial Officer 
Michele Joseph, Director of Marketing & Communications 
Victoria Einhaus, Customer Services Manager 
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